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DETAILED ACTION 

Response to Amendment 

1 . In response to the Final Office Action mailed 4/9/08, applicant has submitted an 
amendment and Request for Continued Examination filed 7/29/08. 
Claims 1, 23, 33 and 60-63, have been amended. 



Response to Arguments 

2. Applicant's arguments with respect to claims 1 , 23, 33 and 60-63 have been 
considered but are moot in view of the new ground(s) of rejection. 



Claim Rejections - 35 USC § 103 

3. The following is a quotation of 35 U.S.C. 1 03(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

4. Claims 1-10, 12-16, 18, 20, 23-63, are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Garcia (US 2003/0007612), in view of Shambaugh et al. (US 
6,970,821), hereafter Shambaugh. 



As per claim 1 , Garcia teaches, "a method for evaluating compliance of at least 
one agent reading at least one script to at least one client", the method comprising at 
least the following: 
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"conducting at least one voice interaction between the at least one agent and the 
at least one client, wherein the at least one agent follows the at least one script" 
(paragraphs 0012 and 0013); 

"evaluating the at least one voice interaction with at least one automatic speech 
recognition component adapted to analyze the at least one voice interaction" (paragraph 
0047); and 

Garcia fails to teach determining whether the at least one agent has adequately 
followed the at least one script, by dividing the voice interaction into viewable panel- 
level segments and comparing the panel-level segments to the automatic speech 
recognition analyzed voice interaction. 

Shambaugh teaches determining whether the at least one agent has adequately 
followed the at least one script ("compare the script presented to the selected agent with 
the recognized words... used by the agent", col. 6, lines 4-20), by dividing the voice 
interaction into viewable panel-level segments ("display an initial portion of the script", 
col. 3, lines 53-61 ; where a portion is put into the screen where the portion of the screen 
that the portion is displayed on is a "panel") and comparing the panel-level segments to 
the automatic speech recognition analyzed voice interaction ("compare the script 
presented to the selected agent with the recognized words... used by the agent", col. 6, 
lines 4-20). 

Therefore, it would have been obvious to one of ordinary skill in the art at the 
time of invention to modify Garcia to include the teaching of Shambaugh of determining 
whether the at least one agent has adequately followed the at least one script, by 
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dividing the voice interaction into viewable panel-level segments and comparing the 
panel-level segments to the automatic speech recognition analyzed voice interaction, in 
order to determine whether an agent is successful or not, as described by Shambaugh 
(col. 6, lines 5-7). 

As per claim 2, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting at least one voice interaction involving a telemarketing 
agent" (paragraph 0049). 

As per claim 3, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting at least one voice interaction governed by at least one 
script that includes text corresponding to at least one offer of at least one of goods and 
services" (paragraph 0049). 

As per claim 4, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting the at least one voice interaction at least in part on at 
least one communications network" (paragraph 0047). 

As per claim 5, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting the at least one voice interaction at least in part on a 
publicly switched telephone network (PSTN)" (paragraph 0045). 

As per claim 6, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting the at least one voice interaction at least in part on at 
least one Internet" (paragraph 0029). 



Application/Control Number: 10/673,679 Page 5 

Art Unit: 2626 

As per claim 7, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting the at least one voice interaction at least in part on at 
least one communications network having at least one wireless component" (paragraph 
0040). 

As per claim 8, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting at least one telephone call " (paragraph 0040). 

As per claim 9, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting at least one telephone call that is initiated by the at least 
one client" (paragraph 0043). 

As per claim 10, Garcia teaches, "wherein conducting at least one voice 
interaction includes conducting at least one telephone call that is initiated by an entity 
other than the at least one client" (paragraph 0046). 

As per claim 12, Garcia teaches, "further comprising performing at least one 
action based upon at least one result of the evaluating of the at least one voice 
interaction" (paragraph 0047). 

As per claim 13, Garcia teaches, "wherein performing at least one action includes 
transmitting at least one signal to the at least one agent" (paragraph 0048). 

As per claim 14, Garcia teaches, "wherein performing at least one action includes 
transmitting at least one signal to at least one reviewing authority" (paragraph 0049). 

As per claim 15, Garcia teaches, "wherein performing at least one action includes 
making at least one entry in at least one script compliance incentive system" (paragraph 
0012). 
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As per claim 16, Garcia teaches, "further comprising reviewing at least one 
determination of whether the at least one agent has adequately followed the at least 
one script" (paragraph 0012). 

As per claim 18, Garcia teaches, "wherein evaluating the at least one voice 
interaction includes evaluating a plurality of panels" (paragraph 0049). 

As per claim 20, Garcia teaches "further comprising comparing data representing 
an actual duration of at least one interaction, wherein the at least one agent reads at 
least one script to the at least one client, to data representing an expected duration 
parameter associated with the at least one interaction" (paragraph 0054). 

As per claims 23-60, they are interpreted and thus rejected for the same reasons 
set forth in the rejection of claims 1-10, 12-16, 18 and 20. 

1. Claims 11, 17, 19, 21, 22 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Garcia (2003/0007612), in view of Shambaugh, as applied to claim 1 
above, and further in view of Rtischev et al. (US 5,634,086). 

As per claim 1 1 , Garcia teaches, standard voice interaction IVR and voice 
recognition is used to automatically routing the call (Paragraphs 0044 and 0047). 
Garcia, in view of Shambaugh, do not explicitly teach, "wherein evaluating the at least 
one interaction includes at least the following: converting the at least one voice 
interaction into at least one digital signal comprising at least one spectral representation 
of the at least one voice interaction, comparing the at least one digital signal to at least 
one reference standard that includes at least one known vocabulary, and matching the 
at least one digital signal to at least one of words and phrases contained in the at least 
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one reference standard". However, Rtischev teaches, "wherein evaluating the at least 
one interaction includes at least the following: converting the at least one voice 
interaction into at least one digital signal comprising at least one spectral representation 
of the at least one voice interaction, comparing the at least one digital signal to at least 
one reference standard that includes at least one known vocabulary, and matching the 
at least one digital signal to at least one of words and phrases contained in the at least 
one reference standard" (col. 1 , lines 44-54; col. 4, lines 51-58; col. 5, lines 4-27). 
Therefore, it would have been obvious to one of the ordinary skill in the art at the time of 
the invention to use a well-known voice recognizer as teaches by Rtschev in the 
invention of Garcia, in view of Shambaugh, because Rtschev teaches his invention 
provides for real-time conversation between the system and the user (col. 3, line 66 to 
col. 4, line 2). 

As per claim 1 7 and 1 9, Garcia, in view of Shambaugh, do not explicitly teach, 
"script includes defining at least one score assigned by the at least one automatic 
speech recognition component". However, Rtschev teaches, "script includes defining at 
least one score assigned by the at least one automatic speech recognition component" 
(col. 5, lines 47-67). Therefore, it would have been obvious to one of ordinary skill in the 
art at the time of the invention to use Rtschev's teaching in the invention of Garcia, in 
view of Shambaugh, because Rtschev teaches his invention provides for real-time 
conversation between the system and the user (col. 3, line 66 to col. 4, line 2). 

As per claims 21 and 22, Garcia, in view of Shambaugh, do not explicitly teach, 
"a comparison of data representing an actual duration of the at least one interaction to 
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data representing an expected duration parameter associated with the at least one 
interaction". However, Rtschev teaches, "a comparison of data representing an actual 
duration of the at least one interaction to data representing an expected duration 
parameter associated with the at least one interaction" (col. 9, lines 1-22). Therefore, it 
would have been obvious to one of ordinary skill in the art at the time of the invention to 
use Rtschev's teaching in the invention of Garcia, in view of Shambaugh, because 
Rtschev teaches his invention provides for real-time conversation between the system 
and the user (col. 3, line 66 to col. 4, line 2). 

Conclusion 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to ERIC YEN whose telephone number is (571)272-4249. 
The examiner can normally be reached on M-F 7:30-4:00. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Patrick Edouard can be reached on 571-272-7603. The fax phone number 
for the organization where this application or proceeding is assigned is 571-273-8300. 
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Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). If you would like assistance from a 
USPTO Customer Service Representative or access to the automated information 
system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

EY 10/3/08 
/Patrick N. Edouard/ 

Supervisory Patent Examiner, Art Unit 2626 



